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Telecommunication Industry in Malaysia has been developed and growing fast over the last 
few years. The development make the competition among the providers becomes more intense 
as the demand of the customer also increase. To fulfil the demand, the providers are 
increasingly focusing on how to satisfy the customer and retain them. Customer satisfaction is 
established when the network provider fulfils the needs and desires of the customers. Therefore, 
this study was conducted to identify the factors that affecting the customer satisfaction toward 
mobile network provider. Service quality, network connectivity, billing and price and 
promotional activity chosen as the factors in this study. Total 360 of mobile network users or 
subscribers were participated in this study. Data collected via self-administered questionnaires 
and SPSS was used to analyse the data and test hypothesis. Result show that service quality, 
network connectivity, billing and price and promotional activity are significantly related to 
customer satisfaction. Moreover, service quality also showed as the main factor that affecting 
the customer satisfaction. Finally, the implications, limitation of the study and some 
recommendation for future research are discussed.  
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Industri Telekomunikasi di Malaysia telah berkembang pesat dan membangun sejak beberapa 
tahun kebelakangan ini. Pembangunan tersebut menjadikan persaingan antara pembekal 
menjadi lebih sengit memandangkan permintaan pelanggan juga meningkat. Untuk memenuhi 
permintaan, para pembekal semakin menumpukan perhatian kepada cara untuk memuaskan 
pelanggan dan mengekalkan mereka. Kepuasan pelanggan wujud apabila rangkaian mudah alih 
tersebut memenuhi keperluan dan keinginan pelanggan. Oleh itu, kajian ini dijalankan untuk 
mengenal pasti faktor-faktor yang mempengaruhi kepuasan pelanggan terhadap pembekal 
rangkaian mudah alih. Kualiti perkhidmatan, sambungan rangkaian, bil dan harga dan aktiviti 
promosi dipilih sebagai faktor dalam kajian ini. Sebanyak 360 orang pengguna atau pelanggan 
rangkaian mudah alih telah mengambil bahagian dalam kajian ini. Data yang dikumpul melalui 
soal selidik dan SPSS digunakan untuk menganalisis data dan hipotesis di uji. Keputusan 
menunjukkan bahawa kualiti perkhidmatan, sambungan rangkaian, bil dan harga dan aktiviti 
promosi sangat berkaitan dengan kepuasan pelanggan. Selain itu, kualiti perkhidmatan juga 
ditunjukkan sebagai faktor utama yang mempengaruhi kepuasan pelanggan. Akhirnya, 
implikasi, batasan kajian dan beberapa cadangan untuk penyelidikan masa depan juga  
dibincangkan. 
Kata kunci: Kepuasan Pelanggan, Kualiti Perkhidmatan, Sambungan Rangkaian, Pengebilan 
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Telecom services have been acknowledge as a significant instrument for a nation's 
socio-economic and political growth, and thus telecom infrastructure is treated as a key factor 
in achieving the country's socio-economic goals. To achieve these goals, the service offered 
should meet customers ' needs and requirements. 
Customer satisfaction linked to the services offered to its customers and how the 
company can meets their expectations. It relies on the perceived results of a product in 
providing value relative to the expectations of a purchaser. If the output of the products falls 
short of the expectation of the customer, they of course will be unhappy and dissatisfy. If the 
output of the goods surpass the customer’s expectation, the buyer would be happy and satisfy. 
In order to maintain their customer satisfied, outstanding marketing businesses go out of their 
manner. Satisfied customers create repeated purchases and inform others about their excellent 
product experience. The key is to match the expectations of the client with the results of the 
business. Smart businesses strive to charm clients by promising on what they can exactly 
delivered, and then providing more than what they do promise, that strongly related to quality.  
This study therefore addresses the primary factors of customer dissatisfying on mobile 
service through various research methods and suggests the possible alternatives. Overall, this 
study includes the thorough analysis of customer satisfaction toward mobile service provider 
network and its interpretation, the literature review on customer satisfaction, and 
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UNIVERSITI UTARA MALAYSIA 
 
Dear respective respondents,  
I am a master degree candidate at College of Business, Universiti Utara Malaysia (UUM). I am 
conducting a study about the Factors that effecting the Customer Satisfaction toward Mobile 
Network Service Provider. This study are compulsory for me to complete my study. The main 
objective of this research is to find the factors that can affect the mobile user satisfaction toward 
Mobile Network Provider that provided especially in Malaysia. Therefore, I would really 
appreciate it if you could spend a few minutes answering this questionnaire. Information that 
given will be kept confidential and used purely for academic purposes only. This questionnaire 
consists of three (3) parts. Please answer all the questions accordingly. If you have any inquiries, 
please do not hesitate to contact me. Thank you for your time and cooperation.  
 
Yours sincerely, 
Iin Adriana Binti Nasri 
Master of Science (Management), School of Business Management, 
College of Business, 06010 UUM Sintok, Kedah. 









UNIVERSITI UTARA MALAYSIA 
 
Responden yang dihormati,   
Saya ialah seorang calon sarjana dari Kolej Perniagaan, Universiti Utara Malaysia (UUM). 
Saya sedang menjalankan kajian tentang Faktor yang mempengaruhi Kepuasan Pelanggan 
terhadap Rangkaian Mudah Alih yang di gunakan. Kajian ini adalah wajib untuk memenuhi 
syarat pengajian saya. Objektif utama penyelidikan ini adalah untuk mengetahui Faktor-faktor 
yang mempengaruhi kepuasan pelanggan terhadap Syarikat Rangkaian Mudah Alih yang 
ditawarkan khususnya di Malaysia. Oleh itu saya sangat menghargai sekiranya anda boleh 
meluangkan masa beberapa minit untuk menjawab soal selidik ini. Maklumat yang diberikan 
adalah rahsia dan digunakan semata-mata untuk tujuan akademik sahaja. Soal selidik ini terdiri 
daripada tiga bahagian. Sila jawab semua soalan dengan sewajarnya. Jika anda mempunyai 
sebarang pertanyaan, jangan ragu-ragu untuk menghubungi saya. Terima kasih kerana masa 
dan kerjasama anda. 
 
Yang ikhlas, 
Iin Adriana Binti Nasri 
Master of Science (Management), School of Business Management, 
College of Business, 06010 UUM, Sintok, Kedah. 







THE QUESTIONNAIRE / SOAL SELIDIK 
Please read all instructions and ANSWER all questions carefully. Please tick (√) for the 
answers that best describe your demographic information in the box provided.  
(Sila baca semua arahan dan JAWAB semua soalan dengan teliti). Sila tandakan (√) untuk jawapan 
yang paling tepat menggambarkan maklumat demografi anda di dalam kotak yang disediakan.). 
 
PART 1: Demographic Information / Maklumat Demografik 
1. Gender / Jantina:  
 
          Male / Lelaki                                         Female / Perempuan                 
 
2. Ethnicity / Etnik:  
 
           Malay / Melayu                                       Chinese / Cina 
 
           Indian / India                                          others / lain-lain  
              : Please specify …… 
3. Age / Umur:  
 
           Under 18 years old / Bawah umur 18 tahun                
 
           18-24 years old / Umur18-24 tahun 
 
           25-34 years old / Umur 25-34 tahun 
 
           35 years or older / Umur 35 tahun atau lebih  
 
4. Highest Academic Qualification / Kelayakan Akademik Tertinggi: 
 
High school graduate, diploma or the equivalent / Lulusan Sekolah 
Menengah, Diploma atau setaraf 
 
                             Bachelor’s degree / Ijazah Sarjana Muda 
 
                              Master’s degree / Ijazah Sarjana 
 











5. Current mobile network you used / Rangkaian mudah alih semasa yang anda 
gunakan:  
 
                  Celcom              U- Mobile                        
 
                   Maxis                                     Tune Talk 
                   
                   Digi                                         Other: Please specify …                 
                  
                    
 
6. How long you used that mobile network. / Berapa lama anda menggunakan 
rangkaian mudah alih itu: 
 
                  More than 5 years / lebih dari 5 tahun                                    
            1 - 5 years 


































PART 2: CUSTOMER SATISFACTION / Kepuasan Pelanggan.  
Please CIRCLE the number according to the scale given in the box to indicate the extent to 
which answer that best represents your views with the following statements.  
(Sila bulatkan nombor mengikut skala yang diberikan di dalam kotak untuk menunjukkan 
sejauh mana kenyataan berikut jawapan yang paling menggambarkan pandangan anda) 
 
1 2 3 4 5 
Strongly Disagree / 
Sangat Tidak Setuju 
Disagree / 
Tidak Setuju 










Scale / Skala 
1 I am extremely satisfied with my current Mobile service. 
(Saya sangat berpuas hati dengan rangkaian 











2 The Services of my mobile service provider always 
meet my expectations. 
(Rangkaian perkhidmatan mudah alih saya sentiasa 
















3 The overall quality of my current mobile service 
provider is excellent. 
(Kualiti keseluruhan rangkaian perkhidmatan mudah 
















4 I feel that my experience with this mobile service 
provider has been enjoyable. 
(Saya merasakan pengalaman saya dengan rangkaian 
















5 I think I did the right thing when I choose this Mobile 


















(Saya fikir saya melakukan perkara yang betul apabila 














PART 3: Factors that affecting the Customer Satisfaction / Faktor yang 
mempengaruhi Kepuasan Pelanggan 
Please CIRCLE the number according to the scale given in the box to indicate the extent to 
which answer that best represents your views with the following statements. 
(Sila bulatkan nombor mengikut skala yang diberikan di dalam kotak untuk menunjukkan 
sejauh mana kenyataan berikut jawapan yang paling menggambarkan pandangan anda) 
 




Statement / Pernyataan 
 
 
Scale / Skala 
1 Your Mobile Network Service Provider outlet Customer 
Service Center has up-to-date equipment. 
(Pusat Servis Pelanggan Rangkaian Perkhidmatan 
















2 Your Mobile Network Service Provider outlet Customer 
Service Center’s physical facilities are visually 
appealing. 
(Pusat Servis Pelanggan Rangkaian Perkidmatan 

















3 Your Mobile Network Service Provider outlet Customer 



















(Pekerja di Pusat Servis Pelanggan Rangkaian 
Perkidmatan Mudah Alih anda adalah berpenampilan 
baik dan kemas) 
4 The appearance of the physical facilities of your Mobile 
Network Service Provider outlet of Customer Service 
Center is in keeping with the type of services provided. 
(Kemudahan fizikal di Pusat Servis Pelanggan 
Rangkaian Perkidmatan Mudah Alih anda adalah sesuai 
















5 When the Mobile Network Service Provider promises to 
do something by a certain time, it does so. 
(Apabila Rangkaian Perkhidmatan Mudah Alih itu 

















6 When you have problems, your Mobile Network Service 
Provider is sympathetic and reassuring.  
(Apabila anda mempunyai masalah, Rangkaian 

















7 Your Mobile Network Service Provider is dependable. 

















8 This Mobile Network Service Provider provides its 
services at the time it promises to do so. 
(Rangkaian Perkhidmatan Mudah Alih ini menyediakan 
















9 This Mobile Network Service Provider keeps its records 
accurately. 
(Rangkaian Perkhidmatan Mudah Alih ini menyimpan 



















10 This Mobile Network Service Provider does not tell 
customers exactly when services will be performed. 
(Rangkaian Perkhidmatan Mudah Alih ini tidak 

















11 You do not receive prompt service from the Mobile 
Network Service Provider’s employees. 
(Anda tidak menerima perkhidmatan secara segera 
daripada pekerja yang bekerja di Rangkaian 
















12 Employees of your Mobile Network Service Provider 
are not always willing to help customers. 
(Pekerja Rangkaian Perkhidmatan Mudah Alih anda 











13 Employees of your Mobile Network Service Provider 
are too busy to respond to customer requests 
Promptly. 
(Pekerja di Rangkaian Perkhidmatan Mudah Alih anda 
terlalu sibuk untuk memberi respons kepada permintaan 





















14 You can trust employees of your Mobile Network 
Service Provider.  
(Anda boleh mempercayai pekerja di Rangkaian 











15 You feel safe in your transactions with your Mobile 
Network Service Provider's employees. 
(Anda merasa selamat melakukan urus niaga dengan 











16 Employees of your Mobile Network Service Provider 
are polite. 














17 Employees get adequate support from the Mobile 
Network Service Provider to do their jobs well. 
(Pekerja mendapat sokongan yang mencukupi daripada 
Syarikat Rangkaian Perkhidmatan Mudah Alih tersebut 
















18 Your Mobile Network Service Provider does not give 
you individual attention. 
(Rangkaian Perkhidmatan Mudah Alih anda tidak 
















19 Employees of your Mobile Network Service Provider do 
not give your personal attention. 
(Pekerja Rangkaian Perkhidmatan Mudah Alih anda 

















20 Employees of your Mobile Network Service Provider do 
not know what your needs are. 
(Pekerja Rangkaian Perkhidmatan Mudah Alih anda 











21 Your Mobile Network Service Provider does not have 
your best interests at heart. 
(Rangkaian Mudah Alih anda tidak mempunyai 











22 Your Mobile Network Service Provider does not have 
operating hours convenient to all their customers.  
(Rangkaian Perkhidmatan Mudah Alih anda tidak 
























Statement / Pernyataan  
 
 
Scale / Skala 
1 It is easy and convenient to take up a new mobile phone 
connection as well as get recharges and top-ups. 
(Ia senang dan mudah untuk membuat sambungan 
telefon mudah alih yang baru serta mendapatkan 
















2 Service network connects immediately to a dialed 
number. 
(Rangkaian perkhidmatan menghubungkan segera ke 
















3 The call quality (voice clarity) is good and call drops are 
minimal. 
(Kualiti panggilan (kejelasan suara) adalah baik dan 
















4 The Coverage area of the service network is wide. 











5 Service network maintains excellent voice quality and 
without interruption. 
(Rangkaian perkhidmatan ini mengekalkan kualiti suara 
















Statement / Pernyataan  
 
 
Scale / Skala 
1 The pricing of the services are reasonable and 
competitive. 



















2 There is enough variety of pricing plan schedule 
available. 
(Mempunyai kepelbagaian yang cukup dalam jadual 
















3 The variety of Value Added Services (SMS, Ringtones 
etc.) provided is competitive.  
(Kepelbagaian dalam servis tambahan (SMS, Nada 
















4 The billing system is accurately and easy to understand. 












5 The customers are freely choosing the price plan 
schedule that they want. (Pelanggan bebas untuk 
















Statement / Pernyataan  
 
 
Scale / Skala 
1 This service network is strongly advertised 
















2 The service network spends more on advertising 
compared to other similar service network 
 (Rangkaian perkhidmatan ini berbelanja lebih untuk 

















3 This service network often offers promotion deals 

















4 I often see ads for this service network on TV 














5 I often encounter ads for this service network on the 
Internet 















END OF QUESTIONNAIRE / SOAL SELIDIK TAMAT 




























 Frequency Percent Valid Percent Cumulative Percent 
Valid Malay 293 81.4 81.4 81.4 
Chinese 27 7.5 7.5 88.9 
Indian 21 5.8 5.8 94.7 
Other 19 5.3 5.3 100.0 




 Frequency Percent Valid Percent Cumulative Percent 
Valid Male 159 44.2 44.2 44.2 
Female 201 55.8 55.8 100.0 




 Frequency Percent Valid Percent Cumulative Percent 
Valid Under 18 Years old 8 2.2 2.2 2.2 
18-24 Years old 120 33.3 33.3 35.6 
25-34 Years old 157 43.6 43.6 79.2 
35 Years or older 75 20.8 20.8 100.0 




 Frequency Percent Valid Percent 
Cumulative 
Percent 
Valid High School Graduate, Diploma or 
the equivalent 
89 24.7 24.7 24.7 
Bachelor's degree 149 41.4 41.4 66.1 
Master's Degree 95 26.4 26.4 92.5 
Doctorate Degree 27 7.5 7.5 100.0 








 Frequency Percent Valid Percent Cumulative Percent 
Valid Celcom 105 29.2 29.2 29.2 
Maxis 105 29.2 29.2 58.3 
Digi 72 20.0 20.0 78.3 
U-Mobile 47 13.1 13.1 91.4 
Tune Talk 6 1.7 1.7 93.1 
Others 25 6.9 6.9 100.0 




 Frequency Percent Valid Percent Cumulative Percent 
Valid More than 5 Years 161 44.7 44.7 44.7 
1-5 years 152 42.2 42.2 86.9 
Less than 1 Year 47 13.1 13.1 100.0 



















APPENDIX (c): Result of Descriptive Statistics 
 
Descriptive Statistics 
 N Minimum Maximum Mean Std. Deviation 
Gender 360 1.00 2.00 1.5583 .49728 
Age 360 1.00 4.00 2.8306 .77687 
Ethnicity 360 1.00 4.00 1.3500 .81405 
Highest_Academic_Qualific
ation 
360 1.00 4.00 2.1667 .88629 
Current_Mobile_Network_y
ou_used 
360 1.00 6.00 2.4972 1.42598 
How_long_you_used_that_
mobile_network 
360 1.00 3.00 1.6833 .69198 
CS1 360 2.00 5.00 3.9528 .47264 
CS2 360 2.00 5.00 3.9083 .53297 
CS3 360 2.00 5.00 3.8861 .54423 
CS4 360 2.00 5.00 3.9389 .47399 
CS5 360 2.00 5.00 3.9472 .53302 
SQ1 360 2.00 5.00 3.9139 .43627 
SQ2 360 1.00 5.00 3.8861 .54423 
SQ3 360 2.00 5.00 3.9056 .46847 
SQ4 360 2.00 5.00 3.9139 .38902 
SQ5 360 2.00 5.00 3.8750 .42674 
SQ6 360 1.00 5.00 3.8194 .59540 
SQ7 360 2.00 5.00 3.9306 .40630 
SQ8 360 2.00 5.00 3.8639 .50161 
SQ9 360 1.00 5.00 3.8444 .60011 
SQ10 360 1.00 5.00 3.8389 .57973 
SQ11 360 1.00 5.00 3.8639 .54932 
SQ12 360 1.00 5.00 3.7944 .73281 
SQ13 360 1.00 5.00 3.8750 .58623 
SQ14 360 2.00 5.00 3.9111 .45142 
SQ15 360 2.00 5.00 3.9278 .45439 
SQ16 360 2.00 5.00 3.9278 .45439 
SQ17 360 2.00 5.00 3.9278 .45439 
SQ18 360 2.00 5.00 3.9000 .45524 
SQ19 360 2.00 5.00 3.8806 .48333 
SQ20 360 2.00 5.00 3.8889 .49385 
SQ21 360 2.00 5.00 3.9111 .45754 
SQ22 360 2.00 5.00 4.7750 .69373 
NC1 360 2.00 5.00 4.8111 .68236 
86 
 
NC2 360 2.00 5.00 3.9833 .37282 
NC3 360 2.00 5.00 3.9528 .36641 
NC4 360 1.00 5.00 3.8833 .59031 
NC5 360 1.00 5.00 3.8833 .59501 
BP1 360 1.00 5.00 3.9167 .60522 
BP2 360 1.00 5.00 3.9111 .59980 
BP3 360 1.00 5.00 3.8417 .68403 
BP4 360 1.00 5.00 3.8889 .60073 
BP5 360 1.00 5.00 3.8611 .59491 
PA1 360 3.00 5.00 4.0083 .30307 
PA2 360 1.00 5.00 3.9611 .44614 
PA3 360 2.00 5.00 3.9667 .36413 
PA4 360 1.00 5.00 3.9389 .50803 
PA5 360 1.00 5.00 4.0028 .39846 
CustomerSatisfaction 360 2.00 5.00 3.9267 .47531 
ServiceQuality 360 2.05 4.95 3.9261 .45038 
NetworkConnectivity 360 2.00 5.00 4.1028 .47931 
BillingPrice 360 1.00 5.00 3.8839 .57966 
PromotionalActivity 360 2.60 5.00 3.9756 .28804 


















APPENDIX (D): Result of Reliability Test 
 
 
Case Processing Summary 
 N % 
Cases Valid 360 100.0 
Excludeda 0 .0 
Total 360 100.0 




Cronbach's Alpha N of Items 
.972 53 
 
a) Reliability result of Customer Satisfaction 
 
Case Processing Summary 
 N % 
Cases Valid 360 100.0 
Excludeda 0 .0 
Total 360 100.0 








b) Reliability result of Service Quality 
 
Case Processing Summary 
 N % 
Cases Valid 360 100.0 
Excludeda 0 .0 
Total 360 100.0 






Cronbach's Alpha N of Items 
.985 22 
 
c) Reliability result of Network Connectivity 
 
Case Processing Summary 
 N % 
Cases Valid 360 100.0 
Excludeda 0 .0 
Total 360 100.0 




Cronbach's Alpha N of Items 
.936 5 
 
d) Reliability result of Billing & Price 
 
Case Processing Summary 
 N % 
Cases Valid 360 100.0 
Excludeda 0 .0 
Total 360 100.0 




Cronbach's Alpha N of Items 
.966 5 
 






Case Processing Summary 
 N % 
Cases Valid 360 100.0 
Excludeda 0 .0 
Total 360 100.0 















































a. Dependent Variable: CustomerSatisfaction 
b. All requested variables entered. 
Model Summary 
Model R R Square Adjusted R Square 
Std. Error of the 
Estimate 
1 .905a .820 .818 .20295 
a. Predictors: (Constant), PromotionalActivity, ServiceQuality, BillingPrice, 
NetworkConnectivity 
ANOVAa 
Model Sum of Squares df Mean Square F Sig. 
1 Regression 66.483 4 16.621 403.541 .000b 
Residual 14.621 355 .041   
Total 81.104 359    
a. Dependent Variable: CustomerSatisfaction 






















t Sig. B Std. Error Beta 
1 (Constant) -.132 .172  -.771 .441 
ServiceQuality .721 .065 .684 11.160 .000 
NetworkConnectivity .060 .089 .061 .672 .502 
BillingPrice .133 .059 .162 2.252 .025 
PromotionalActivity .116 .040 .070 2.916 .004 
a. Dependent Variable: CustomerSatisfaction 
